
Actions Speak Louder than Words 
  

 communication and language assistance =  

services for everyone 



Objectives 
• Define communication and articulate the 

importance of communication in human services. 

 

• Explore how limited English proficiency impact 
effective communication.  

 

• Tools and techniques that help cross 
communication barriers 

 

• Ways to plan for effective communication 











How do we define communication? 

Every way 

in which we 

discuss, 

receive, or 

convey 

information 

• Direct meetings and conversations 

• Our dress, body language, and 

greetings 

• Telephone, e-mail, memos, and 

letters 

• Brochures (ours and others we 

share with individuals we serve) 

• How we interpret plans, orders, 

directions, or decisions 

• Information on websites  

• Referrals to or from other services 

• Navigation around facilities 



It’s Important! 

• Effective communication can help lead 

to positive outcomes 

• Better use of the system 

• Fairer outcomes 

• Quicker resolution 

• Stronger relationships 

• Poor communication can encourage 

negative outcomes 

• Misunderstandings of what is needed 

• Individual difficulty in following 

instructions 

• Understanding of plans and, 

ultimately, both the actual and 

perceived fairness 

HRSA 



It’s Important! 
• Demographic Changes 

 

• Over 350 languages are spoken in the U.S. 

 

• More than 47 million speak a language other 
than English 

 

• Over 30 million who were born outside the 
United States 

 

• Over 17% of the nation’s population speak a 
language other than English at home. 

 

• Virginia is one of the top 15 states for refugee 
resettlement. 

 

http://www.slideshare.net/TransparentLanguage/infographic-speaking-of-languages 

 

http://www.pewresearch.org/next-america/#Two-Dramas-in-Slow-Motion  
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What is Linguistic Competence? 

National Center for Cultural Competence 

The capacity of an organization and its 

personnel to communicate effectively, 

and convey information in a manner 

that is easily understood by diverse 

audiences including persons of limited 

English proficiency, those who have low 

literacy skills or are not literate, and 

individuals with disabilities. 

 



Civil Rights Act 

of 1964 

The Civil Rights Act of 
1964 says that no 
person shall  be 
excluded from 

participation in, be 
denied the benefits of, 

or be subjected to 
discrimination based on 
race, gender, ethnicity 
or national origin under 
any program or activity 

receiving Federal 
financial assistance."   

 

Organizations are required to take 

reasonable steps to  ensure meaningful 

access to their programs and activities 

by LEP persons.  

The Guidance explains that the obligation 

to provide meaningful access is fact-

dependent and starts with an 

individualized assessment that 

balances four factors: 

 

1. Number or Proportion of LEP 

Individuals 

2. Frequency of Contact With the 

Program 

3. Nature and Importance of the 

Program 

4. Resources Available 

 
Title VI Film 



Americans with Disabilities Act 

 

 

 

 

DOJ regulations 

state that public 

entities must “take 

appropriate steps to 

ensure that 

communications 

with applicants, 

participants, and 

members of the 

public with 

disabilities are as 

effective as 

communications 

with others.”  28 

C.F.R. § 35.160(a).  

The public entity 

must “furnish 

appropriate auxiliary 

aids and services 

where necessary to 

afford an individual 

with a disability an 

equal opportunity 

to participate in, and 

enjoy the benefits of, 

a service, program, 

or activity conducted 

by a public entity.”  

28 C.F.R. § 

35.160(b).  

The public entity 

must also give 

“primary 

consideration” to the 

individual’s 

preference with 

respect to choosing 

the type of auxiliary 

aid or service to 

provide to ensure 

effective 

communication.  28 

C.F.R. § 35.160(c).  



What are Language Access 

Services? 
• Individuals Right to Know 

• Interpreting 

• Translation 

• Assistive Technology/Communication Tools 

• Signage 

• Way-finding 

• Community Involvement 

• Training 
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I would tell the 
doctor  

’okay,’ but I didn’t  
understand anything  

[about taking my 
medications].’ 

Federal Compliance Consulting LLC and Bruce L. Adelson, 

2013 

Youdelman, Mara and Jane Perkins. 2002. Providing 

Language Interpretation Services in Health Care 

Settings: Examples from the Field,  

TeamSTEPPS 2006 

https://cccdpcr.thinkculturalh

ealth.hhs.gov/AudioPlayer/Aud

ioPlayer.asp?AudioFileName=

17_3-4-2.mp3  

Speaking in 

Tongues 

Video 
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Untrained Interpreters 

 
• 52% Omission 
 
• 16% False 

Fluency  
 

• 13% 
Substitution 
 

• 10% 
Editorializaiton 

 
• 8%   Addition 

Source: Errors in Medical Interpretation and Their Potential Clinical Consequences in Pediatric Encounters. Flores, et al, Pediatrics 2003 

https://www.youtube.com/watc

h?v=R2NcwrPZBLM&list=FLfR

TUEdkhoIhvlHPGSUXbIg&inde

x=53 



Trained Interpreters 

• National Cancer Institute study 

 

• Trained interpreters: 

 

• Accurately interpreted most (74%) of the 

conversation 

  (Range: 47%-98%) 

 

• Had higher accuracy during non-technical 

portions of the discussion in comparison 

Danielle E Rose, Diana M Tisnado, Jennifer L Malin, May L Tao, Melinda A Maggard, John Adams, Patricia A 

Ganz, Katherine L Kahn. 2010. 



Children as Interpreters 



Darci L. Graves, MA, MA - University of Maryland-Baltimore County  

Language Support 

Translation 

• What languages? 

• Who can do this? 

• Costs? 

• Who can review 

this? 

• Who can 

coordinate? 

• What about 

forms? 
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PLANNING FOR EFFECTIVE 

COMMUNICATION 



What makes an organization linguistically 
competent? 

Offer TTY 
and other  
assistive 

technology  
devices 

Offer 
materials in  
Alternative 

formats  
(e.g., 

audiotape,  
Braille, 

enlarged 
print ) 

Do we 
have 

policies in 
place 

regarding 
the use of 

interpreters 
and train 
staff on 
how to 

access and 
work with 

them. 

Use 
qualified  

translation  
services 

especially 
for  

legally 
binding  

documents 

Print 
materials in 

easy to 
read,  

low literacy,  
picture and  

symbol 
formats 

Understand 
how and 

when 
language 
selection 

happens for 
individuals 
who speak 
more than 

one 
language. 

 





Sustaining Language Access Services 



Developing a 

Language 

Access Plan 

Identify Individual 
Responsible 

Convene working 
group (authority, 

some knowledge of 
the issues, interest 

and ability to 
accomplish tasks) 

Language Needs  and 
Staff Capacity 
Assessments 

(VDH, US Census, 
Org Data) 

Readiness 
Assessment (Identify 
Enablers & Barriers) 

Identify 
areas/departments 

impacted  

Take a walk in the 
shoes of an 

individual with 
communication 

barriers 

Systematically 
address translation, 

interpretation, 
outreach, and 

evaluation  



Creating Your Language Services Toolbox 



LANGUAGE ACCESS COORDINATOR  

Sample  Duties 

 

• Identify qualified 

interpreters and 

translators to be included 

in interpreter database;  

• Create interpreter, 

bilingual staff, and 

translator qualifications 

standards;  

• Outline measures to 

ensure quality control of 

interpreters and 

translators;  

• Develop a pay structure 

for contract language 

assistance services;  

• Train and test or contract 

with appropriate agencies 

to train and test bilingual 

individuals including staff 

who perform language 

assistance services;  

• Develop a procurement 

strategy for contract 

language assistance 

services providers.  

• Provide input in budgetary 

and procurement matters 

related to implementation 

of the language access 

policy, plan, and 

procedures;  

 



LAP Template 

• Introduction 

• Purpose 

• Identification of Coordinator 

• Language Access Needs Assessment 

• Language Resources Assessment 

• Language Service Protocols 

• Vital Document Translations 

• Stakeholder Consultations 

• Staff Training 

• Notice to Public 

• Agency Monitoring 





Resources 

• National Standards for Culturally and Linguistically Appropriate Services 

• https://www.thinkculturalhealth.hhs.gov/content/clas.asp  

• Center for Plain Language 

• http://centerforplainlanguage.org  

• LEP Federal Interagency Website 

• http://www.lep.gov  

• National Center for Cultural Competence 

• http://www11.georgetown.edu/research/gucchd/nccc  

• Health Resources and Services Administration 

• http://www.hrsa.gov/publichealth/healthliteracy/  

• DHHS Office of Minority Health 

• http://minorityhealth.hhs.gov/  

• SAMHSA Office of Behavioral Health Equity 

• http://www.samhsa.gov/about/obhe.aspx  
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